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 Abstract:  
 This research is provided by the Public Works and Spatial Planning Service to the 
people of Belu Regency, East Nusa Tenggara. This research is a quantitative study of the 
effects of ASN performance measured through effectiveness and efficiency, Authority and 
Responsibility, Discipline, and Initiative on Service Quality.  This research was conducted 
using primary data by distributing questionnaires to the people of Belu Regency as well as 
interviews with the answers to the respondents.  The results of this study indicate that the 
measured performance through efficiency and efficiency, authority and responsibility, and 
the effect on quality of services are provided by the Public Works and Spatial Planning Office 
of Belu Regency.  
 Keywords: Effectiveness and Efficiency, Authority and Responsibility, Discipline, Initiative, 
Service Quality.  
  
 Introduction  
 Human resources are crucial in an organization.  With reliable human resources can 
be a competitive advantage of an organization.  In terms of organizing government, 
competitive human resources are also very necessary.  Where with qualified resources in 
government, the government is able to provide good service to the community.  This good 
human resource is certainly supported by the performance of each government apparatus.  .  
 The performance of the state civil apparatus (ASN) has recently become an important 
concern in carrying out its duties and functions in the field of government.  The performance 
of the government apparatus is still considered to be a problem that must be addressed by the 
government, both the central government and the regional government.  Weak performance 
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in terms of public services according to Moenir (2000) in Mukarom and Laksana (2016: 44) 
is caused by  
 a.         There is no awareness of the duties / obligations that are the responsibility of public 
services so that the ASN is in charge of serving casually, where the community as the 
recipient of the service must wait to be able to enjoy the results of the services 
provided.  
 b.        The working system, procedures and methods are inadequate so the working 
mechanism does not go as expected.  
 c.         Organizing the ministry is not synchronized, causing confusion and overlapping 
duties handling (overlapping).  
 d.        Employee income is insufficient to make ends meet.  Therefore, the employee seeks 
additional income in working hours on how to sell services.  
 e.         The ability of employees is not sufficient for the tasks assigned to them.  As a 
result, the work results do not meet established standards.  
 f.          The unavailability of adequate service facilities.  As a result, work becomes slow, 
wasting a lot of time and solving problems becomes hampered.  
 This phenomenon illustrates how hard the challenges and obstacles faced by the 
government in serving the community.  On the other hand, the greater demands of the 
community for government services as well as the higher level of knowledge and critical 
level of society make the government work harder in improving performance so that it can 
answer all demands in serving the community.  To answer all demands in serving the 
community according to the regulation of the Minister of Administrative Reform and 
Bureaucratic Reform of the Republic of Indonesia number 38 of 2017 that there must be an 
implementation of the performance assessment of public service units that aim to improve the 
quality of service to the community.  By making an assessment of the performance of the 
public servants, the government can improve all forms of performance inequality from 
government officials in serving the public.  In assessing a service performance there are 
several indicators that will be measured in accordance with the journal written by Dewi 
(2012), namely  effective and efficient, authority and responsibility, discipline and initiative .  
 The performance of the state civil apparatus (ASN) has a large impact on the quality 
of services provided to the community.  A service is considered satisfactory if the service can 
meet the needs and expectations of customers or the community.  If the customer or 
community is dissatisfied with a service provided, it can show that the service performance 
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provided is not optimal.  For this reason, efforts are needed to improve the quality of public 
services, including the case at the Belu District Public Works Office.  
 The Department of Public Works and Spatial Planning of Belu Regency is a Regional 
Work Unit (SKPD) located in the East Nusa Tenggara Province, more precisely on the Island 
of Timor, Belu district with Atambua as the Capital of the Regency.  The Department of 
Public Works and Spatial Planning of Belu Regency functions as the executive function of 
the executive government which always carries out its role so that government administration 
can run well.  
 In the case of public servants in accordance with Minister of Public Works 
Regulation No. 14 of 2014 there are several public service indicators of the Public 
Employment Service, which are related to the provision of water resources, roads, drinking 
water, environmental sanitation (environmental sanitation and solid waste), slum handling 
and urban, building and environmental management, construction services and spatial 
planning.    Based on the results of the Indonesian Ombudsman's assessment of the public 
service standards in Belu District in 2017 contained in the compliance report (2017: 66) said 
the public service of the Belu district government showed that the compliance element of the 
Belu Regency Public Service Standards was still in the red zone (low compliance predicate). 
) and the competency element of the Public Service Standards is also in the red zone (low 
category).  Therefore all regional work units (SKPD) related to public services in Belu 
district need to strive to improve the quality of public services, in addition to improving the 
assessment of compliance with public services, but also the community can enjoy the 
convenience of service.  
 
 Theoretical basis  
 The Institute of State Administration of the Republic of Indonesia (1999) in 
Mukarom and Laksana (2016: 53) according to formulating performance is a description of 
the level of achievement of an activity, program, policy in realizing the goals, objectives, 
mission, and vision of the organization.  The performance concept proposed by LAN-RI is 
more directed to the performance reference of a public organization that is quite relevant in 
accordance with the strategy of an organization, namely with the mission and other vision to 
be achieved.  
 Quality of service is a measure of how well the level of service delivered is in 
accordance with customer expectations.  Providing quality services means adjusting the 
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services provided with consistent expectations.  (Lewis and Booms 1983 in Parasuraman and 
Zeithaml 1985).  
  
 Data collection technique  
               Data collection is done by using a quantitative approach by distributing 
questionnaires to the community to be able to assess the performance of the ASN and also 
assess the quality of services provided by the National Community Service and Spatial 
Planning Office of Belu District.  
  
 Analysis and Data Processing  
               This study examines the effect of ASN performance measured through effectiveness 
and efficiency, authority and responsibility, discipline, and initiative on service quality using 
multiple linear regression analysis.  The regression analysis model in this study is to 
determine the effect of Effectiveness and Efficiency (EE), Authority and Responsibility (OT), 
Discipline (DIS), Initiative (INS) on Service Quality.  Data processing is done with the help 
of SPSS software .  







 t count   Sig   Information  
 Constant     -4,399   -5,309   0,000    
 EE   Positive   .595   5 , 072   0,000   Significant  
 OT   Positive   .679   4,173   0,000   Significant  
 DIS   Positive   .556   4,163   0,000   Significant  
 INS   Positive   .101   1,001   0.319   Not significant  
 Dependent 
variable  
 Service Quality  
 R Square   0.438  
 F 
Calculate  
 25,762 Sig: 0, 00 0  
               Source: Data processed  
 From the table the results of this T test can be analyzed the results obtained, namely  
1.  T test results between  EE  on Service Quality, resulting in t count 5 , 072  and 
significance value = 0,000 <0,05.  Based on these results it can be concluded that  EE  
significant effect on Service Quality , meaning  Effectiveness and Efficiency  make a real 
contribution  on  quality of services provided by the Public Works Service .  Based on  the 
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results  that is  hypothesis  first  research that guessed  Effectiveness and Efficiency have a 
positive effect on Service Quality  could  be accepted  and  proven  the truth  or  in other 
words, H 0 is rejected  and H 1 accepted.  
2.  T test results between  OT  on Service Quality, resulting in t value of 4.173  and 
significance value = .000 <0.05.  Based on these results it can be concluded that  OT  
significant effect on Service Quality , meaning  authority and responsibility  make a 
contribution  real  on  the quality of services provided by public works services .  Based on  
the results  that is  hypothesis  second  research whose authority and responsibility have a 
positive effect  on service quality  could  be accepted  and  proven  the truth  or  in other 
words H 0  dit megrim  and H 2 is received.  
3.  T test results between  DIS on Service Quality, produces a t value of 4.163  and 
significance value = .000 <0.05.  Based on these results it can be concluded that DIS  
significant effect on Service Quality , meaning  discipline  give away  that contribution  
real  on  the quality of services provided by public works services .  Based on  the results  
that is  hypothesis  third  research that guessed  discipline has a positive effect on service 
quality  could  be accepted  and  proven  the truth  or  in other words H 0  dit megrim  and 
H 3  dit erima.  
4.  T test results between the INS to the Quality of Service, yielding 1.001 t value and 
the significance value = 0.319> 0.05.  Based on these results it can be concluded that INS 
does not affect Service Quality, meaning that the initiative does not contribute well to the 
quality of services provided by public works services.  Based on  the results  hypothesis  
fourth  research that guessed  initiative positively affects the quality of service can not be  
be accepted  and no  proven  the truth  or  in other words H 0  dit erima  and H 4  dit 
megrim.  
  
 Conclusion  
 According to the results of hypothesis testing that has been carried out on the 
independent variables Effectiveness and Efficiency, Authority and Responsibility, Discipline, 
and Initiative have an influence on the dependent variable of Service Quality in the 
Department of Public Works and Spatial Planning of Belu Regency, then:  
a.  Effectiveness and efficiency have a significant effect on the quality of services of the 
Public Works and Spatial Planning Service of Belu Regency.  Community assessments 
related to Effectiveness and Efficiency of the work of the Public Works Agency have been 
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able to achieve work goals in serving the community and the Public Works and Spatial 
Planning Service can maximize the use of good resources in serving the community.  
b.  Authority and Responsibility have a significant effect on the quality of services of the 
Public Works and Spatial Planning Service of Belu Regency.  Community assessment 
related to the Authority and Responsibility of the Public Works Agency and Spatial 
Planning is good.  The Public Works and Spatial Planning Office is well responsible for 
every work done so that the community can feel the services provided by the Belu District 
Public Works and Spatial Planning Office.  
c.  Discipline has a significant effect on the Quality of Service of the Public Works and 
Spatial Planning Services of Belu Regency.  Community assessments related to the work 
discipline of the Public Works Agency are already good where the Public Works and 
Spatial Planning Service complies with all the rules and regulations that are applicable in 
providing services to the community.  One of them can be seen from the level of 
completion of work on time.  
d.  The initiative did not have a significant effect on the Quality of Service of the Public 
Works and Spatial Planning Service of Belu Regency.  Community assessments related to 
the Belu District Public Works and Housing Office Work Initiative were not very good.  
This is due to the prestige of the position of ASN to want to ask questions and listen to 
complaints from the public and also the small amount of reserve funds owned by the 
Public Works and Spatial Planning Office and ASN still working in accordance with a 
predetermined work plan so often overriding complaints from the public.  These things are 
of further concern from the Department of Public Works and Spatial Planning of Belu 
Regency to be improved so that the quality of services to the community can be achieved.  
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